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EXHIBIT I11 (A) 
To be submitted upon resolution of request 
for higher level confidentiality protection 

and/or completion of data collection 



EXHIBIT I11 ( 
To be submitted upon resolution of request 
for higher level confidentiality protection 

and/or completion of data collection 



EXHIBIT I11 (C 
To be submitted upon resolution of request 
for higher level confidentiality protection 

and/or completion of data collection 



EXHIBIT I11 (E) 
To be submitted upon resolution of request 
for higher level confidentiality protection 

and/or completion of data collection 



EXHIBIT I11 (F)(l) 
To be submitted upon resolution of request 
for higher level confidentiality protection 

and/or completion of data collection 



XHIBIT I11 (F)(2) 
To be submitted upon resolution of request 
for higher level confidentiality protection 

and/or completion of data collection 
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290 Harbor. Drive 
Stnitfords CT 06902 
Tel203-328-0671 
Fas 203-326-4042 
j7ilie.patte~soi7@h1,cnble. coin 

Julie Y. Prrttersoii 
Vice President S. Chief Coitnsel, Telephorg~ 

August IO, 2005 

By ECFS (http ://www.fcc.go.sr/cgb/e~fs/) 

Ms. Marlene H. Doi-tcli 
Office of the Secretary 
Federal Coniinunications Coniinission 
445 12th Street, SW 
Washington, D.C. 20554 

Re: WC Docket 05-1 96 - SUBSCRIBER NOTIFICATION REPORT 

Dear Ms. Doi-tcli: 

On behalf of Time Warner Cable,’ I am writing in connection with the Enforcement Bureau’s 
Public Notice released in this docket on July 26, 2005.’ 

On June 3, 2005, tlie Commission released an Order requiring providers of ‘%iterconnected 
VoIP Service” to advise all subscribers of certain E91 I-related information? In particular, the 
Coinmission stated: “[Bly tlie effective date of this Order, we require that all providers of 
interconnected VoIP service specifically advise every subscriber, both new and existing, 
prominently and in plain language, [of] the circumstances under which E91 1 service may not be 
available through tlie interconnected VoIP service or may be in some way limited by comparison to 
traditional E91 1 service. VoIP providers shall obtain and keep a record of affirmative 
acknowledgement by every subscriber, both new and existing, of having received and understood 

’ I ani tlie person responsible for the Company’s compliance efforts relating to E91 1. My 
title is Vice President & Chief Counsel, Telephony. My address is: Time Warner Cable, 290 Harbor 
Drive, Stamford, Coniiecticut 06902. My phone number is 203-328-0671, and my e-mail address is 
j 11 1 ie.pattersoii~twcable.coiii. 

Erzforceinent Bzirwu Provides Guidance to Interconnected Voice Over Intermt Protocol 
Service Providers Concer-ning the Jzirjl 29, 2005 Szibscriber NotiJcation Deadlines, Public Notice, 
WC Docket Nos. 04-36 & 05-196, DA 05-2085 (rel. July 26,2005) (“Pziblic Notice”). 

IP-Enabled Services; E91 1 Reqziirwirents for IP-Enabled Service Provider-s, First Report 
and Order and Notice of Proposed Rulemalting, WC Docket Nos. 04-36 & 05-196, FCC 05-1 16 (rel. 
June 3, 2005) (cc07~de~*”). 



290 Harbor Drive 
Stnrnford, CT 06902 
TcI 203-323-0671 
F m  203-32s-4042 
jir~ie.~~tter.soii~hvcoble.cor~r 

J d i c  Y. Palicmori 
Vice Presideiir c‘ Chief Coiirwef, Telepliorgl 

this advi~ory.”~ The Order fiirther required providers to fiirnisli subscribers with certain warning 
stic~cers.~ 

On July 26, 2005, the Enforcement Bureau released a Public Notice, in which it stated that “it 
will not initiate enforcement action, until August 30,2005, against any provider of interconnected 
VoIP service regarding the requirement that it obtain affirmative aclcnowledgement by every existing 
subscriber on the condition that the provider file a detailed report with the Commission by 
August 10, 2005 . . . . y y G  The Bureau stated that the report must include: (1) a description of actions 
taken to advise subscribers; (2) a quantification of how inany subscribers have submitted an 
acluiowledgeinent and an estimate of the percentage of subscribers that will not do so by August 29; 
(3) a description of efforts to fiirnish subscribers with warning stickers; (4) a quantification of how 
many subscribers were not sent an advisory; (5) a description of actions planned towards subscribers 
that do not submit an aclcnowledgement; (6) a description of the way in which aclcnowledgeinents 
are maintained; and (7) a designation of a person responsible for compliance  effort^.^ This letter 
contains Time Warner Cable’s report. 

Using its own upgraded hybrid fiber-coaxial cable-television facilities, Time Warner Cable 
provides an IP-based voice service under the brand name “Digital Phone.” Time Warner Cable 
began providing Digital Phone service more than two years ago in  select operating divisions. It now 
provides the service throughout its footprint. As of June 30, 2005, Time Warner Cable had 
approxiinately 6 14,000 Digital Phone subscribers. 

When subscribers order Digital Phone service, Time Warner Cable dispatches professional 
technicians to install an embedded inultiinedia terminal adapter (or “eMTA”), which is a voice- 
enabled cable inodein that contains an RJ-1 1 outlet. Like traditional cable modems, eMTAs are 
powered by electricity drawn from a standard power outlet at the customer’s premises. Time Warner 
Cable’s eMTAs do, however, contain a battery back-up that is good for at least four hours of service. 

Unlilce IP-based voice services that use the public Internet, Digital Phone is not intended to 
be a “nomadic” service. This is not simply a matter of Time Warner Cable’s terms of service, 
which prohibit customers fi-om moving the eMTA.’ It is also due to the nature of Time Warner 
Cable’s Digital Phone service, which is designed not to be used in connection with the Internet, but 

4 ~ d .  7 48. 

’See id. 
Public Notice at 2. 

Id. at 2-3. 7 

’ See Time Warner Cable Digital Phone Subscription Agreement, 8 2(i) (“Transfer o f .  . . the 
Operator’s Equipment by Subscriber to any other person or entity, or to a new residence or other 
location, is prohibited.”). 
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rather to work over Time Warner Cable’s cable-television facilities. Indeed, in virtually all cases, 
Time Warner Cable’s eMTAs simply will not function if ~iioved.~ 

Since launching Digital Phone service in early 2003, Time Warner Cable has ensured that 
Digital Phone service has included Enhanced 91 1 capabilities. This E91 1 service is provided by 
sending automatic number information (“ANY) and automatic location information (c‘ALIy’) directly 
to public safety answering point (“PSAPyy) emergency dispatchers over tlie existing wireline 9 1 1 
network. In addition, Time Warner Cable does not begin providing Digital Phone service to 
subscribers in a given area uiiless and until tlie E91 1 service is tested and certified by the local 
PSAP. 

Because it uses the existing wireline 91 1 infrastructure, Time Warner Cable’s E91 1 service is 
virtually identical to that provided by iiicumbent LECs. Unlike tlie twisted copper wire used by 
incumbent LECs, however, the fiber and coaxial wire used in Time Warner Cable’s systems does iiot 
carry power. Thus, a commercial power failure can cause eMTAs to stop though 
Time Warner Cable’s eMTAs do have at least four hours of battery back-up power. In addition, 
power outages may affect some of tlie equipment between tlie subscriber aiid the head-end (because 
not all such equipment Iias back-up power), but that is true with respect to iiicumbent LEC networks 
as well.” 

S iiice Time Warner Cable first launclied Digital Phone service, it has provided subscribers 
with appropriate advisories. Fimt, each subscriber is furnished, at the time of installation, with a 
printed copy of the Time Warner Cable Subscriber Agreement, which includes clauses in which 
E91 1 issues are specifically addressed.12 Secord, it is Time Warner Cable’s policy that, at tlie time 

The only exception is that eMTAs may work in tlie limited circumstance where a customer 9 

would move them to tlie premises of another Time Warner Cable customer served off tlie same node. 
Such moves, however, would violate the Subscriber agreement. 

l o  This is also tlie case with cordless telephones used by many subscribers to traditional 
telephone service. 

equipinelit may stop fiinctioiiing due to hardware or software failure, even while power is alive. But, 
again, that is true of incumbent LEC equipment as well. 

I2 See Time Warner Cable Digital Phone Subscription Agreement, 8 2(d) (“Subscriber 
expressly acluiowledges that tlie Digital Phone Service does not have its own power source aiid will 
not be available without an independent power supply and that, under certain circumstances, 
including if tlie electrical power and/or Operator’s cable network or facilities are iiot operating, the 
Digital Phone Service, including tlie ability to access emergency 91 I services, will not be 
available.”); id. 8 2(i) (“Transfer of all or a portion oftlie account, tlie Digital Phone Service or the 
Operator’s Equipment by Subscriber to any other person or entity, or to a new residence or other 
location, is prohibited. Subscriber expressly acknowledges that the address associated with an 
emergency 91 1 call is tlie authorized address where tlie Digital Phone Service was originally 
provided and that movement of the voice-enabled cable modein fiom tlie original service location 
will result in  the identification of emergency 91 1 calls from tlie original service location. Access to 

Network equipment can also fail for other reasons. For example, fiber-related electronic 
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of installation, service technicians must require subscribers to sign a work order that includes, 
prominently and in plain language directly above tlie signature line, a notice that Digital Phone 
service, including the ability to access E91 1 service, will iiot be available in tlie event of a power or 
networlc failure. l 3  By signing the work order, the Digital Phone subscriber also aclcnowledges 
having received tlie Subscriber Agreenie~it.’~ Third, whether they sign LIP via telephone, over the 
Internet, or in person, all new Digital Phone subscribers are informed that Digital Phone service may 
iiot be available in case of a power outage. Finally, Time Warner Cable’s websites and other 
marketing materials contain E9 1 1 -related advi~ories.’~ 

Based on these policies and practices, Time Warner Cable believes that it has already 
notified, and obtained the affirmative acknowledgeiiient of, each of its existing Digital Phone 
subscribers as to tlie terins aiid conditioiis regarding Time Warner Cable’s provision of E91 1 
service.I6 Nevertheless, out of an abundance of caution - aiid in light of tlie Commission’s Orader 
and tlie inipoi?ant public policy interests involved in eiisuring that voice customers understand the 
nature of the E9 1 1 that they receive - Time Warner Cable has mdertalceii tlie following additional 
steps to remind subscribers of these matters: 

* By August 20, 2005, Time Warner Cable will have completed a mailing campaign in 
which it is sending all of its Digital Phone subscribers, 011 a rolling basis, a letter 
providing fresh advisories concerning E9 1 1 service and requesting them afiriiiatively 
to acknowledge their receipt and understanding of the advisory. 

This inailing also includes E9 1 1 -related warning stickers, which had not been 
required at the time that Time Wariier Cable signed LIP most of its current Digital 
Phone subscribers. 

* 

emergency 91 1 services will therefore be limited if the voice-enabled cable inodein is moved from 
the original service location.”). 

Specifically, the work order states as follows: “[Mly signature on this work order indicates 
that I have received and agreed to Section 2(d) of the Digital Phone Subscription Agreement, which 
has informed me that tlie Digital Phone Service does iiot include an independent power source and 
that, if the electrical power and/or Time Warner Cable’s network are not operating, the Digital 
Phone Service, including tlie ability to access emergency 91 I services, will not be available.” 

l 4  Copies of these work orders are maintained by local Time Warner Cable operating 
divisions in accordance with Time Warner Cable’s records management aiid maintenance policies. 

15 

littp://www.tiiiiewarnercable.com/CustoinerService/FAQ/TWCFaqs.asli~?faqID= 1 1 63&MarlcetID=O 
&CatID=637 (“Please note that Digital Phone service does not include back-up power. As in the 
case with a cordless phone, should there be a power outage, Digital Phone service, including tlie 
ability to access 91 I services, will iiot be available until tlie power is restored.”). 

fLirther action, such as disconnecting service, with respect to any of its Digital Phone subscribers. 

13 

See, e.g., Time Warner Cable Inc., Digital Phone FAQs, at 

In light of these consents, Time Warner Cable does not believe that there is cause to take 16 
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* Time Warner Cable lias sent to all subscribers for whom it lias a valid e-mail address 
on file an electronic version of the E91 1 notifications, which directs subscribers to a 
toll-free telephone number or website to subinit their acknowledgement. 

* Time Warner Cable has begun a telephone calling campaign to advise each of its 
subscribers of tlie E91 1 service issues, to ensure that they have received warning 
stickers and E9 1 1 notices, and to request additional aclcnowledgeme~its from 
subscribers . I 7  

* With respect to new subscribers, Time Warner Cable is continuing to adhere to the 
policies explained above and is iniplenienting a new policy of distributing warning 
stickers at the time of installation. 

Please contact nie if I can be of assistance with additional information. 

Respectftilly submitted, 

Julie Y. Patterson 

Copies by e-mail to: 

0 Byron McCoy, Telecommunications Consumers Division, Enforcement Bureau, 
byron.mccoy@fcc.gov; 

0 Kathy Berthot, Deputy Chief, Spectrum Enforcement Division, Enforcement Bureau, 
Itatliy . berthot@fcc.gov; 

B Janice Myles, Competition Policy Division, Wireline Competition Bureau, 
janice.myles@fcc.gov; 

0 Best Copy and Printing, Inc. (BCPI), fcc@bcpiweb.coni. 

l 7  Copies of all of tlie foregoing subscriber acknowledgement records - including telephonic 
and e-mail acknowledgements - will be maintained by local T h e  Warner Cable operating 
divisions in accordance with Time Warner Cable's records managenients and maintenance policies. 

- 5 -  
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Julie I! Pofferson 
Vice Presideiit CC Chief Coirrisel, Telephony 

September 1, 2005 

By ECFS (http://www.fcc.gov/cgb/ecfs/) 

Ms. Marlene H. Doi-tch 
Office of tlie Secretary 
Federal Cornniunications Coniinission 
445 12th Street, SW 
Washington, D.C. 20554 

Re: WC Docket 05-1 96 - SUBSCRIBER NOTIFICATION REPORT 
(SEPTEMBER 1,2005) 

Dear Ms. Dortch: 

On behalf of Time Warner Cable, I am writing in connection with the Enforcement Bureau’s 
Public Notice released in this docket on August 26, 2005.’ This letter supplements the letter that we 
submitted in this docket on August 10,2005 .’ 

In our August Letter, we explained that, based on Time Warner Cable’s policies and practices 
predating the Commission’s June 3, 2005, order in this docl~et,~ “Time Warner Cable believes that it 
has already notified, and obtained the affirmative aclcnowledgement of, each of its existing Digital 
Phone subscribers as to the terms and conditions regarding Time Warner Cable’s provision of E91 1 
s e r~ ice . ”~  As our Azigzisl Letter also explained, however, “out of an abundance of caution - and in 
light of tlie Coniinission’s Order and the important public policy interests involved i n  ensuring that 

Enforcement Bureau Provides Fzirther Guidance to Interconnected Voice Over Internet 
Protocol Seivice Providers Conceiwing Enforcement of Szibscriber Acknowledgement Requirement, 
Public Notice, WC Docket Nos. 04-36 & 05-196, DA 05-2358 (rel. Aug. 26,2005) (“August Public 
Notice”). 

(“Azigzist Letter”). 

and Order and Notice of Proposed Rulemalcing, 20 FCC Rcd 10245 (2005) (“Jzine Or-der”). 

Cable does not believe that there is cause to take fktlier action, such as disconnecting service, with 
respect to any of its Digital Phone subscribers.” Id. at 11.16. 

Letter from Julie Y .  Patterson to Marlene H. Dortch, WC Docltet 05-1 96, Aug. 10, 2005 

IP-Enabled Services; E91 1 Reclziireme?~ts.foJ~ IP-Enabled Service P160viders, First Report 

Azigzisl Lettep at 4. We further explained that, “in light of these consents, Time Warner 

http://www.fcc.gov/cgb/ecfs
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Julie Y. Prrffersori 
Vice Preside,it 6. Chief Coieisel, Telephony 

voice customers understand the nature of the E9 1 1 that they receive - Time Warner Cable has 
undertaken [certain] additional steps to remind subscribers of these ~natters.”~ 

Among other tliiiigs, our August Letter explained that, “by August 20, 2005, Time Warner 
Cable will have completed a inailing campaign in which it is sending all of its Digital Phone 
subscribers, on a rolling basis, a letter providing fresh advisories concerning E91 1 service and 
requesting them affirmatively to acknowledge their receipt and understanding of the advisory. . . . 
This mailing also includes E91 I-related warning stickers . . . .lYG The mailing campaign was 
completed as planned. Tli~is, all Digital Phone subscribers have been sent warning stickers and fresh 
advisories. 

Time Warner Cable’s August Letter also explained that “Time Warner Cable has begun a 
teleplione calling campaign to advise each of its subscribers ofthe E91 1 service issues, to ensure that 
they have received warning stickers and E9 1 1 notices, and to request additional acknowledgements 
fi-om s~~bscribers.”~ That telephone campaign is ongoing. 

Please contact me if I can be of assistance with additional information. 

Respectfully submitted, 

Julie Y. Patterson 

Copies by e-Inail to: 

Byron McCoy, Telecomiiiuiiicatioiis Consuiners Division, Enforcement Bureau, 
by roil .inccoy@fcc.gov; 

Kathy Bertliot, Deputy Chief, Spectrum Enforcement Division, Enforcement Bureau, 
Itathy . berthot@fcc.gov; 

Janice Myles, Competition Policy Division, Wireline Competition Bureau, 
janice.myles@fcc.gov; 

Best Copy and Printing, Inc. (BCPI), fcc@bcpiweb.com. 

’ ~ d .  at 4. 

Id. 
Id. 

-2- 
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September 22, 2005 

By ECFS (Iittp : //www. fcc. gov/cgb/ecfs/) 

Ms. Marlene H. Doi-tch 
Office of the Secretary 
Federal Coininunications Coininissioii 
445 12th Street, SW 
Washington, D.C. 20554 

Re: WC Docket 05- 196 - SUBSCRIBER NOTIFICATION REPORT 
(SEPTEMBER 22,2005) 

Dear Ms. Doi-tch: 

On behalf of Time Warner Cable, I ani writing in connection with the Enforcement Bureau’s 
Public Notice released in this docket on August 26,2005.’ This letter supplements the letters that 
we submitted in this docket on August 10, 2005, aiid September 1, 2005.’ 

In our Azigzut IO Letter, we explained that, based on Time Warner Cable’s policies and 
practices predating the Commission’s June 3, 2005, order in this d ~ c k e t , ~  “Time Warner Cable 
believes that it has already notified, aiid obtained the affirmative acltnowledgeinent of, each of its 
existing Digital Phone subscribers as to the terms and conditions regarding Time Warner Cable’s 
provision of E91 1 ~erv ice .”~  As our Azigzist I 0  Letter also explained, however, “out of an abundance 
of caution - and in light of the Commission’s Order and the important public policy interests 
involved in ensuring that voice customers widerstand the nature of the E91 1 that they receive - 

Eiforecenient Bzireau Provides Fziidier Gziidance to Interconnected Voice Over Internet 
Protocol Sei-vice Pi-oviders Concerning Enforceiizent of Szibscriber Acknowledgement Reqziirement, 
Public Notice, WC Docket Nos. 04-36 & 05-196, DA 05-2358 (rel. Aug. 26,2005). 

(“Azigzist 10 Letter”); Letter from Julie Y. Patterson to Marlene H. Dortch, WC Docket 05-196, Sept. 
1, 2005 (“Septeiiibey I Letter”). 

IP-Enabled Ser-~iices; E91 I Reqziirements for IP-Enabled Service Providei*s, First Re post 
and Order and Notice of Proposed Rulemalting, 20 FCC Rcd 10245 (2005). 

Azigzist 10 Letter at 4. We fili-ther explained that, “in light of these consents, Time Warner 
Cable does not believe that there is cause to take fiirther action, such as disconnecting service, with 
respect to any of its Digital Phone s~~bscribers.~~ Id. at 11.16. 

Letter from Julie Y. Patterson to Marlene H. Doi-tch, WC Docket 05-196, Aug. 10, 2005 
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Time Warner Cable has undei-talten [certain] additional steps to remind subscribers of these 
matters. ,,5 

Among other things, OUT Azigzist 10 Letter explained that, “by August 20, 2005, Time Warner 
Cable will have completed a mailing campaign in which it is sending all of its Digital Phone 
subscribers, on a rolling basis, a letter providing fresh advisories concerning E91 1 service and 
requesting them affirmatively to aclcnowledge their receipt and understanding of the advisory. . . . 
This mailing also includes E91 1-related warning stickers . . . .y’6 As we reported in our Septenzber I 
Letter, the inailing campaign was completed as planned. T ~ u s ,  all Digital Phone subscribers have 
been sent warning stickers and fresh advisories. 

Time Warner Cable’s Azigzist 10 Letter also explained that “Time Warner Cable has begun a 
telephone calling campaign to advise each of its subscribers oftlie E91 1 service issues, to ensure that 
they have received warning stickers and E91 1 notices, and to request additional acknowledgeinents 
fiom subscriber~.’~~ That telephone canipaign remains ongoing. 

Please contact me if I can be of assistance with additional inforination. 

Respectfiilly submitted, 

Julie Y. Patterson 

Copies by e-mail to: 

e Byron McCoy, Telecommuliicatiol~s Consumers Division, Enforcement Bureau, 
byron.niccoy@fcc.gov; 

Kathy Berthot, Deputy Chief, Spectrum Enforcement Division, Enforcement Bureau, 
ltatliy .bertliot@fcc.gov; 

e Janice Myles, Competition Policy Division, Wireline Competition Bureau, 
j an ice . in  y le@ fcc .goy 

Best Copy and Printing, Inc. (BCPI), fcc@bcpiweb.com. 

j M. at 4. 

Id. 

Id. 

mailto:fcc@bcpiweb.com


IV( C) (4) 



290 Harbor Drive 
Stairford, CT 06902 
Tel-703-328-0671 

jirlie.pattersoii~hI~cable.coiir 
F a  203-32S-4042 

Jiilic I! Pntterson 
Vice Prcsidcrii & Chief Coiiiisel. Telepl7org~ 

November 28, 2005 

y ECPS (http://WWW.fcd:.gov/cglb/ed:fs/) 

Ms. Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12th Street, SW 
Washington, D.C. 20554 

Re : WC Docket 04-36; WC Docket 05-196 - COMPLIANCE LETTER 

Dear Ms. Dortch: 

Time Warner Cable hereby submits this Compliance Letter in the above-referenced 
dockets. 

On June 3, 2005, the Commission released an Order requiring providers of 
“interconnected VoIP service” to “supply enhanced 91 1 (E91 1) capabilities to their customers. ” ’ 
The Order also required interconnected VoIP providers to submit, by November 28, 2005, “a 
letter . . . detailing their compliance with our rules. ’’ 

On November 7, 2005, the Enforcement Bureau released a Public Notice that “sets forth 
the specific information that interconnected [VoIP] service providers must include in the 
Compliance Letters required by [the Order]. y 7 3  The Bureau stated that a provider’s compliance 
letter must address: (1) the 91 1 solution that the provider has employed (including information 
concerning routing information and connectivity to the wireline E91 1 network, transmission of a 
caller’s number and location information, and the extent of 911 coverage); (2) the provider’s 
method of obtaining initial and updated subscriber location information; and (3) any technical 

’ IP-Enabled Services; E91 1 Requirenzents for IP-Eizabled Service Providers, First Report 
and Order and Notice of Proposed Ruleinaking, 20 FCC Rcd 10245, 47 1 (2005) (“Order”). 

Id. 150 .  

Eizforcenzerzt Bureau Outlines Requirements of November 28, 2005 Pizterconnected Voice 
Over Internet Protocol 911 Compliance Letters, Public Notice, WC Docket Nos. 04-36 & 05- 
196, DA 05-2945, at 1 (rel. Nov. 7, 2005) (“Novenzber Public Notice”). 

http://WWW.fcd:.gov/cglb/ed:fs
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solution that the provider is implementing “to ensure that subscribers have access to 911 service 
whenever they use their service nomadically. ’y4 

1. Time Warner Cable’s Enhanced 911 Solution. 

Using its own upgraded hybrid fiber-coaxial cable-television facilities, Time Warner 
Cable provides an IP-based voice service under the brand name “Digital Phone.” Since its 
initial trial deployment in late 2002, Time Warner Cable has ensured that Digital Phone service 
has included Enhanced 911 functionality. Time Warner Cable’s E911 service is provided by 
transmitting automatic number information (“ANI”) and automatic location information (“ ALI”) 
directly to public safety answering point (“PSAP”) emergency dispatchers over the existing 
wireline 911 network. Specifically, along with each Digital Phone 911 call, ANI and ALI 
information is transmitted to the appropriate Selective Router and delivered to the appropriate 
PSAP over dedicated 91 1 trunk lines between the Selective Router and the PSAP. Routing to 
the appropriate PSAP is accomplished by the Selective Router, which determines, based on the 
caller’s service address, the correct PSAP that serves the caller’s geographic location. 

In some geographic areas, Time Warner Cable interconnects directly to the existing 
wireline 911 network in the area, so that 911 calls are transmitted directly from Time Warner 
Cable’s own or leased facilities to the local Selective Router, and then routed, along with ANI 
and ALI, to the geographically appropriate PSAP. In other areas, Time Warner Cable 
interconnects to the wireline 91 1 network indirectly, through service agreements with carriers 
such as Sprint and MCI. Where Time Warner Cable relies on indirect connections, the 
intermediary carriers have access to, and interconnect with, the local Selective Routers. This 
ensures that all 911 calls originated by Time Warner Cable subscribers in those areas are sent, 
along with ANI and ALI, to the correct PSAP. As of November 28, 2005, Time Warner Cable 
has interconnected, directly or indirectly, with approximately 100 Selective Routers. 

Time Warner Cable does not begin providing Digital Phone seivice to subscribers in a 
given area unless and until the PSAPs in that area are capable of receiving and processing the 
91 1 caller’s ANI and ALI information. Accordingly, one hundred percent of the PSAPs within 
Time Warner Cable’s current Digital Phone service area are capable of receiving and processing 
the ANI and ALI information that Time Warner Cable submits. In addition, Time Warner Cable 
does not begin providing Digital Phone service to subscribers in a given area unless and until the 
E91 1 service, including the transmission and processing of ANI and ALI, is tested and certified 
in coordination Yith the local PSAP. Thus, all Time Warner Cable Digital Phone subscribers 
receive enhanced 911 service that is compliant with the rules established in the Order, and Time 
Warner Cable is in compliance with the requirements of the Order in all parts of the country in 
which it offers Digital Phone service. 

-2- 
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2. Obtaining and Updating Registered Location Information 

As described herein, Time Warner Cable has obtained the “Registered Location” of one 
hundred percent of its Digital Phone subscribers. 

When new subscribers order Digital Phone service, they must provide and confirm the 
physical location of their service address during the order process. This is done whether a 
Digital Phone sale is made over the telephone, over a secure Time Warner Cable website, or in 
person. In the vast majority of cases, during the sales process, an installation appointment for 
each customer is arranged. On the pre-arranged date, Time Warner Cable dispatches a 
professional technician to the subscriber’s home to install an embedded multimedia terminal 
adapter (or “eMTA”), which is a voice-enabled cable modem that contains an RJ-11 outlet, and 
to perform any necessary inside wiring work at the subscriber’s premises. As part of this 
installation service call, the Time Warner Cable technician verifies that the address infoimation 
that the subscriber provided to Time Warner Cable during the initial sale is correct. In addition, 
after the initial sale and before the service installation at the subscriber’s premises, Time Warner 
Cable begins the process of provisioning Digital Phone E91 1 service to that subscriber by 
submitting the subscriber’s address information to the appropriate ALI database , which may be 
maintained by the incumbent local exchange carrier in that area, a 911 governmental entity, or a 
third party 9 11 contractor. The physical address information contained in the ALI database for 
each Digital Phone subscriber is the “Registered Location” for that subscriber within the 
meaning of the Order? Therefore, Time Warner Cable obtains a Registered Location for each 
of its subscribers as of both the initial sale of service and the initial date of service. In addition, 
as described above, Time Warner Cable submits that Registered Location to the ALI database 
prior to physically installing service at the subscriber’s premise. 

On the rare occasions that a subscriber does not port his or her telephone number and 
does not require that inside wiring work be performed at the premises, the subscriber may opt to 
use a Digital Phone self-installation kit rather than arrange for an in-home installation performed 
by a Time Warner Cable technician. In those cases, an eMTA associated with a new telephone 
number is provided to the subscriber, and the subscriber provides and confirms to Time Warner 
Cable the physical location where service will be maintained. When the sale of Digital Phone is 
made and the eMTA and self-installation kit is provided to the subscriber, Time Warner Cable 
immediately provisions the Digital Phone E91 1 service by submitting the subscriber’s ANI and 
ALI information to the ALI database. 

If a Digital Phone subscriber moves to a new residence and wishes to retain his or her 
Digital Phone service, the subscriber must terminate service at the initial location and order 
service at the new location. When the subscriber calls to notify Time Warner Cable of the 
move, Time Warner Cable schedules a new installation appointment and dispatches a technician 
to provision Digital Phone service at the new location. As with an initial installation, the 

See Order 7 46. 
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technician will provide, if necessary, and set up the eMTA and perform any necessary inside 
wiring work to ensure that Digital Phone operates throughout the home. Apart from service 
activation, this service call also allows Time Warner Cable to verify the subscriber’s new 
address. Just as with a new subscriber, Time Warner Cable submits the subscriber’s ANI and 
ALI information with the ALI database after being notified of the move and before installing 
service in the new location. This new ALI entry then becomes the subscriber’s new Registered 
Location. 

3. Technical Solutions for Nomadic Subscribers 

As explained in a prior Subscriber Notification Report in this docket,6 Time Warner 
Cable Digital Phone is not a nomadic service. Digital Phone service was designed not to be used 
over the public Internet, but rather to operate only when provided over Time Warner Cable’s 
hybrid fiber-coaxial cable television plant and used in conjunction with Time Warner Cable’s 
switching and routing facilities. Accordingly, the eMTA devices used in connection with Digital 
Phone were not designed to be moved.7 Thus, the technical solutions that have been designed 
“to ensure that subscribers have access to 911 service whenever they use their service 
nomadicallyYy8 - such as the automatic detection mechanisms that other VoIP providers intend to 
add to their Internet-based VoIP services’ - are not applicable to the fixed, facilities-based 
Digital Phone service provided over Time Warner Cable’s cable network. 

The fixed nature of the Digital Phone service also means that “updating information 
regarding the user’s physical location”” occurs only in the context of a permanent address 

See Letter from Julie Y. Patterson, Vice President and Chief Counsel, Telephony, Time 
Warner Cable Inc., to Marlene €3. Dortch, Secretary, FCC, WC Docket 05-196 (filed Aug. 10, 
2005) (“August 10 Letter”). 

In virtually all cases, Time Warner Cable’s eMTAs simply will not function if moved. 
As noted in our Aztgust 10 Letter, an eMTA might work in the event that a customer moved the 
device to the premises of another Time Warner Cable customer who happens to be served off the 
same node. August 10 Letter at 4 n.9. In addition to the technical limitations, Time Warner 
Cable’s Digital Phone Subscriber Agreement and Terms of Service prohibit customers from 
moving the eMTA See, e.g., Time Warner Cable Digital Phone Subscription Agreement, 5 2(i) 
(“Transfer of . . . the Operator’s Equipment by Subscriber to any other person or entity, or to a 
new residence or other location, is prohibited. ”). 

November Public Notice at 4. 

See, e.g. ,  Letter from Robert W. Quinn, Jr., Vice President, Federal Government 
Affairs, AT&T, to Marlene H. Dortch, Secretary, FCC, WC Docket Nos. 04-36, 05-196 (filed 
Oct. 7, 2005). 

VoIP services that can be utilized from more than one physical location.” Id. 
l o  Order 46. By its terms, the requirement applies only to “providers of interconnected 

- 4 -  
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change - not in the context of nomadic use of the service. As described above, changes to the 
physical location of a subscriber’s Digital Phone equipment require a call to Time Warner 
Cable’s customer service representatives before the service can be used at the new residence at 
all, and service is actually terminated at the previous location and re-initiated at the new 
location. During that process, Time Warner Cable automatically updates the subscriber’s 
Registered Location by provisioning E91 1 service at the new location as part of the service 
activation at that new location. 

Please contact me if I can be of assistance with additional information. 

Respectfully submitted, 

/SI 

Julie Y. Patterson 

Copies by e-mail to: 

e Kathy Berthot, Deputy Chief, Spectrum Enforcement Division, Enforcement Bureau, 
kathy . bei-thot@fcc. gov; 

e Janice Myles, Competition Policy Division, Wireline Competition Bureau, 
janice .myles@fcc.gov; 

e Best Copy and Printing, Inc. (BCPI), fcc@bcpiweb.com. 

l 1  Ordinarily, a Digital Phone subscriber could place this customer service call using his 
or her Digital Phone equipment. If the subscriber waits until after his or her move to contact 
Time Warner Cable, however, the subscriber will be unable to use Digital Phone equipment at 
the new location for any purpose - including updating location information - until a technician 
has activated Digital Phone service. 

- 5 -  
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August 10, 2005 

Via Electronic Filing 

Marlene Doi-tch 
Federal Communications 
Enforcement Bureau 
445 12th Street SW 
Wasliington, DC 20554 

Re: AQL Enhanced Services, LLC Subscriber Notification Report in WC Docket No. 
05-196 

Dear Ms. Doi-tch: 

On behalf of AOL Enhanced Services, LLC (“AOL”), I hereby enclose AOL’s report providing 
tlie inforination requested by tlie Eiiforceineiit Bureau concerning the Commission’s JUIY 29, 2005 
subscriber notification deadlines for interconnected Voice over Internet Protocol providers. See Public 
Notice: Enforcement Bureau Provides Guidance to Inter#connected Voice Over Intemet Protocol Service 
Providem Concerniizg the July 29, 2005 Saibscriber Notijkation Deadlines, DA 05-2085 (rel. JUIY 26, 
2005). Please feel free to contact me if you have any questions regarding this filing. 

Sincerely , 

Is/ 
Telcedra McGee Jefferson 
Assistant General Counsel 
America Online, hic. 
22000 AOL Way 
Dulles, VA 201 66 

TekedraM@aol.com 
(703) 265-6527 

mailto:TekedraM@aol.com


Enhanced Services, LLC 
Subscriber Notification Report 

WC Docket No. 05-196 

August 10, 2005 



AOL Enhanced Services, LLC (“AOL”), a wholly-owned subsidiary of America Online, Inc., 
provides tlie information requested by tlie Enforcement Bureau in its July 26, 2005 public notice’ on the 
Commission’s subscriber notification requirements for interconnected Voice over Internet Protocol 
(“VoIP”) providers.2 As requested in the JUIY 26, 2005 public notice, AOL describes: its efforts to 
notify its AOL Internet Phone Service subscribers of tlie limitations of its VoIP emergency E9 1 1 service 
and obtain customer acknowledgement of these limitations; its efforts to provide its customers with 
warning stickers regarding these limitations; tlie actions its plans to take with regard to customers who 
fail to provide the required aclcnowledgeinent by August 30, 2005; and the measures it has talcen to 
maintain acknowledgements received from subscribers. 

To date, as a result of its concerted efforts described below, AOL lias obtained 
acknowledgements from 98% percent of the subscriber base.3 AOL is continuing its efforts to obtain 
aclcnowledgetnents fi.oni its few remaining subscribers. For questions regarding AOL’s E91 1 
compliance activities described below, please contact: 

Teltedra McGee Jefferson 
Assistant General Counsel 
America Online, Inc. 
22000 AOL Way 
Dulles, VA 20 166 

TeltedraM@ao 1. coni 
(703) 265-6527 

AOL Internet Phone Service, to be branded as TotalTalkTM, uses existing high-speed Internet 
connections to offer consumers unlimited local and long distance voice services. AOL’s April 2005 
IaLinch of the service iiicluded 40 metropolitan areas across the United States, and AOL anticipates that, 
by the end of this year, more than 70 percent of U.S. households will be able to subscribe to this exciting 
new ~ f f e r i n g . ~  While AOL’s Internet Phone Service lias nomadic capabilities aiid thus presents 
challenges for inipleinentiiig E9 1 1, AOL is strongly coinniitted to ensuring that its subscribers have 
access to vital eniergeiicy services. 

See Paibk Notice: Enforcement Bzireazi Provides Gtiidnllce to Intei-connected Voice Over 1 

Internet Plalocol Sewice Providei*s Concernii~g the Jzdy 29, 2005 Szibscriber Not$kntion Deadlines, 
DA 05-2085 (rel. JUIY 26, 2005) (L~Extension Notice”). 

See IP-Enabled Services nnd E91 1 Regaiireinents~for IP-Enabled Service Providess, First 
Report aiid Order and Notice of Proposed Rulemalting, FCC 05-1 16 (rel. J L U ~  3, 2005). 

AOL has also obtained aclcnowledgeme~its f i ~ ~ i i  82% percent of its beta test users. 3 

AOL’s Internet Phone Service offers any-distance calling packages (AOL also offers metered 
in-state and long distance calling plans); call waiting, caller ID, and related features; toll-free calling; 
international calling; directory assistance; operator services; and telecominunicatioiis relay services. 
Subscribers also can port existing telephone numbers and retain directory listings. 



I. Notification Activities 

A. Existing Subscribers 

AOL has undertaken a substantial effort to inform its existing AOL Internet Phone Service 
customers regarding the liinitations of its VoIP emergency E9 1 1 service compared to traditional circuit- 
switched E9 1 1 service, and to obtain c~istoiiiers~ acluiowledgenient that they understand these 
limitations. In particular, AOL has used and still uses pop-ups in tlie AOL client software, emails, direct 
mail, voice inail messages, and phone calls in order to inforin existing customers of such limitations and 
obtain their acknowledgement that they understand these limitations. Each method employed by AOL is 
described in inore detail below. 

1. pop-up 

AOL Internet Phone Service customers receive a pop-up message when they open the AOL 
client software. The pop-up advises the subscriber of the limitations of the AOL Internet Phone Service 
emergency service (E91 1) vis-&vis traditional 91 I service. At the end of this notification, the customer 
inust select one of two buttons -- “I Agree” or “I Do Not Understand” -- in order to continue use of the 
AOL client software. If the customer cliclts tlie “I Agree” button, he/slie will not see the pop-up again 
when he/she opens the AOL client. If the customer cliclts the “I Do Not Understand” button, he/she is 
directed to customer service for further assistance. When this customer opens the AOL client again, 
lie/she will receive tlie pop-up again. AOL has employed the pop-up notification and acknowledgement 
process since J ~ l y  12, 2005. 

In addition to the automatic pop-up that custoiners face when they open tlie AOL client software, 
AOL has set up its AOL Keyword to facilitate notification and acluiowledgenient of the E91 1 
limitations by its AOL Internet Phone Service customers. When a customer enters AOL Keyword 
“E91 I,” the customer will be linked directly to tlie pop-up.’ If the customer has already clicked the “I 
Agree” button, the pop-up will notify liini/her that he/slie has already agreed to the notification. If the 
customer has not yet clicked tlie “I Agree” button, he/slie must click either tlie “I Agree” or “I Do Not 
Understand” button in order to continue. The AOL Keyword link to the E91 1 notification pop-up has 
been running since July 12, 2005. 

2. Einail Notification 

AOL sent email coiiiiiiuiiications to its AOL Internet Phone Service customers containing tlie 
same notification regarding the E9 1 1 limitations as the pop-up described above, and alerting customers 
that their service may be terminated if they fail to submit an ackiiowledgenient of the E91 1 limitations in 
a tiiiiely manner. The eniail directed the customers to AOL Keyword “E91 1” in order for them to 
receive the notification described above and acknowledge doing so. The first email message was sent 

An AOL nieinber who is not an interconnected VoIP subscriber will receive the regular search 
results for the term “E91 1 . 77  



on Jiily 14, 2005. A follow-up eiiiail message was sent on July 21, 2005. On August 8, 2005, AOL sent 
an additional einail message to the few remaining customers who had not yet responded. 

For non-paying beta users, AOL sent a similar einail coininunicatioii warning the customer that 
their service will be disconnected on or before August 25, 2005. The einail was sent on July 28, 2005 to 
all beta users who had not yet responded. The einail stated that, if these users failed to provide their 
acknowledgement by midnight on July 3 1, 2005, their service would be disconnected between August 1 
and August 25, 2005.6 

3. Direct Mail 

AOL sent a direct mail communication to all AOL Internet Phone Service customers. These 
letters were mailed between July 19 and JUIY 26. The direct inailing included tlie same disclosure 
regarding the limitations of VoIP E91 1 as the pop up disclosure, and directed the customers to AOL 
Keyword “E9 1 1 ” in order for them to receive tlie notification described above and acknowledge doing 
so. In addition, these letters included an acluiowledgement form that the customer was asked to fax to 
AOL. These letters also included a sheet of six (6) E91 1 wariiiiig stickers for customers to place on their 
AOL Internet Phone Service equipment. 

4. Voice-Mail 

AOL sent two voicemail messages to existing customers directing them to AOL Keyword 
“E91 1” in  order for them to receive the notification described above and acknowledge doing so. The 
first voice-mail message was sent 011 July 19, 2005 and the second voice-mail message was sent on July 
25, 2005. 

5. Phone Calls 

Beginning on JUIY 27,2005, AOL began placing outbound calls to its paying AOL Internet 
Phone Service customers from whom it had not yet received a completed acknowledgement. Customers 
were warned that their service would be disconnected if AOL does not receive an acknowledgement by 
August 25, 2005. 

6. Additional Acknowledgement Methods 

In addition to regular service accounts and beta service accounts, AOL has certain 6 

interconnected VoIP press accounts. These accounts were set up when the product was first lauiiched to 
allow members of the media to evaluate AOL’s service. If press account users wish to continue to use 
their AOL Internet Phone service, AOL is requiring that these users register through the regular 
registration process. All of the press account users that have not re-registered as a regular account will 
be disconnected by August 30, 2005. 



While the pop-up notification and acltiiowledgeinent process is the inain method of obtaining 
custoiners’ acknowledgement of tlie E91 1 limitations of the AOL Internet Phone Service, AOL has the 
ability to receive customer acknowledgiiients by phone and fax. As discussed above in the direct inail 
section, AOL provided its customers with an acknowledgnient form that they were asked to fax to AOL. 
In addition, AOL customer service representatives (“CSR”s) have been trained to take a customer 
acknowledgeinent over the phone if the customer prefers that method. For a verbal acknowledgement, 
tlie CSR reads the fill1 VoIP E91 1 notification to the custonier, and the customer is asked a series of 
questions to ensure that he/sIie both understands and acknowledges the limitations of interconnected 
VoIP service. The verbal acknowledgement is recorded. The CSR conipletes a written form in addition 
to tlie verbal recording, reflecting the CSR’s acknowledgement that he/she read the full VoIP E91 1 
notification to the subscriber and that the subscriber acknowledged the limitations. 

B. New Subscribers 

For c~istoiners subscribing to the AOL Internet Phone Service services since JUIY 12, 2005, the 
E9 1 1 notification and acknowledgement is part of the registration process. More specifically, the 
registration path includes a screen with tlie same notification described above for the pop-up notification 
and aclcnowledgnient process for existing subscribers. In order to complete the registration, custoniers 
must check that they have read the disclosure and type “I Agree” into a text box. For customers 
subscribing to the service by phone, the CSR will read the E91 1 notification to the customer. Then the 
custoiner is still required to coinplete the online registration, including checlting that he/she have read 
the disclosure and typing “I Agree” into a text box before his/her order is completed. 

II. Warninc Stickers 

A. Existing Subscribers 

AOL has distributed by U.S. mail warning stickers highlighting the liniitations of E91 I .  AOL 
inailed these warning stickers to customers between July I9 and JUIY 26, 2005. An additional mailing 
was made on July 29, 2005 to custoniers whose apartment or unit numbers may have been inadvertently 
dropped froin their address label during the first round of mailings. 

B. New Subscribers 

For new subscribers (customers subscribing since JUIY 12, 2005), E9 1 1 warning stickers are sent 
out in the customer fulfillinent kit (which includes telephone adapter), and which is mailed soon after 
the customer orders service. E91 I warning stickers were included in all customer fiilfillment kits 
starting on JUIY 15, 2005. A separate mailing of E91 1 warning sticlters was made to custoiners who 
registered between JUIY 12 and July 15. These customers completed the automated notification and 
acknowledgement steps in the registration process. Because, however, they may not have received the 
E91 1 warning stickers in their f~ilfillment Itits depending on when these Itits were shipped, AOL took the 
additional iiieasure of a separate mailing. 



AOL has sent E91 1 warning stickers to all of its existing AOL Internet Phone Service customers, 
and all new customers duly receive E9 1 1 warning stickers together with their telephone adapter soon 
after they order service. 

III. Actions Related to Customers Who Fail to Acknowledge Notification 

AOL expects to obtain all acluiowledgeinents from subscribers prior to August 29, 2005. 
Therefore, we do not believe there will be a need to disconnect subscribers. In tlie event AOL fails to 
obtain tlie acknowledgment from any subscriber, AOL is prepared to disconnect his/lier AOL Internet 
Phone Service no later than August 30,2005. 

IV. Maintenance of Customer Acknow1edg;ments 

Customer acknowledgements fiom existing customers received through tlie pop-up process and 
fioiii new customers received through the online registration process are stored in a centralized online 
database. AOL supplements this centralized database with tlie acknowledgments that it obtains through 
the other methods described above. To achieve this, CSRs transmit phone and fax acknowledgements 
that they receive to tlie AOL Internet Phone Service data team, which maintains the centralized 
database. The centralized database records tlie cmtonier’s screenname, type of customer (paying 
subscriber or beta user), datehime stamp of their aclcnowledgenient, and type of acknowledgement (pop- 
up, AOL Keyword Pop-up, fax, or verbal recording). All acknowledgement data are sent to the AOL 
Internet Phone Service data team and processed as follows: 

The Pop-up team sends an automatic file nightly to tlie data team. 
Fax and verbal acluiowledgements are scanned into tlie Member Services computer 
system, and stored by Member Services for future retrieval. The list of users who 
have acknowledged via fadverbally is sent in a daily file from Member Services to 
the data team, which updates the centralized database accordingly. 
The pop-up team is also sent tlie latest fax and verbal recording data, so as to keep the 
pop-up rosters up to date. 

0 
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I N C O R P O R A T E 0  

Tekedra McGee Jefferson 
Assistant General Counsel 
email: TekedraM@aol.com 

November 28, 2005 

Marlene H. Dortch 
Secretary 
Federal Communications Commission 
445 12th Street ,  S.W., Suite TW-A325 
Washington, D.C. 20554 

Re: Compliance with the Commission’s 911 Requirements for 
Interconnected VoIP Services, WC Docket Nos. 04-36 & 05-196 

Dear  Ms. Dortch: 

AOL Enhanced Services, LLC (“AOL”), a wholly owned subsidiary of America 
Online, Inc., submits this Compliance Letter in response to the Commission’s V o P  
E911 Order and its Public Notice of November 7, 2005.1 As reflected in  AOL’s 
previous submissions in  the above-referenced dockets, AOL has fully complied with 
the Commission’s subscriber notification, acknowledgement, and  labeling 
requirements and  it has worked exhaustively to develop technical solutions that 
will detect when a subscriber attempts to use the AOL TotalTalk Service -from any 

1 IP-Enabled Services,’E911 Requirements for IP-Enabled Service Froviders, First 
Report and  Order and Notice of Proposed Rulemaking, 20 FCC Rcd 10245, 10273 7 
50 (2005) ?‘ VoIF E 9 I l  &de?’); Public Notice, Enforcement Burearr Outlines 
.Requirements of November 28, 2005 Interconnected Voice Over Internet Protocol 
911 Compliance Letters, WC Docket Nos. 04-36 & 05- 196 (Nov. 7 ,  2005) (“November 
7 Public Notice”> . 

22000 A OL Way 0 Dulles, Wrginia 20 766-9323 0 tel: 703-265-6527 a fax 703-265-7399 
www. aol. corn 

mailto:TekedraM@aol.com


location other than the Registered Location.2 AOL welcomes this additional 
opportunity to detail the compliance of its TotalTalk service with the Commission’s 
91 1 rules for interconnected VoIP services. AOL responds below to the specific 
questions set  forth in the November 7Public Notice. 

1. 911 Solution 

As described below, AOL provides E911 service to 100 percent of its 
TotalTalk subscribers as required by the Commission’s rules. AOL relies on its 
carrier par tner ,  Level 3 Communications, LLC (‘‘Level 3”) to provide network 
transmission, interconnectivity, and E91 1 capabihties. Level 3 has indicated that ,  
as of November 18, 2005, it provided E911 service that reaches approximately 68 
percent of U.S. households and  that  this percentage will increase in  the nea r  future. 
AOL is able to provide E911 service only within Level 3’s E911 footprint and  
accordingly will not register any person who submits a Registered Location outside 
Level 3’s coverage area. 

91 1 Routing InformatiodConnectivity to Wireline E911 Network. On 
AOL’s behalf, Level 3 transmits “all 911 calls to the appropriate PSAP, 
designated statewide default answering point, or appropriate local 
emergency authority u t h z i n g  the Selective Router, the t runk  line(s) 
between the Selective Router and  the PSAP, and such other elements of 
the Wireline E911 Network as are  necessary in  those areas were Selective 
Routers a re  utilized.”3 Level 3’s E91 1 service provides direct connectivity 
to  all Selective Routers within its E911 footprint. All 911 calls made 
using Level 3’s E911 services are routed by the Selective Routers to the  
appropriate PSAP on dedicated trunk lines or are otherwise directly 
routed to the  appropriate PSAP. Level 3 had  direct connectivity to 

2 See Letter of Curtis Lu, Acting General Counsel, America Online, Inc., to Marlene 
Dortch, Secretary, FCC, WC Docket Nos. 04-36 & 05-196 (Nov. 25, 2005) (describing 
move me nt - 

detection solutions) (“AOL Movement-Detection Solution Lette?); Letter of Tekedra 
M. Jefferson, Assistant General Counsel, America Online, Inc., to Marlene Dortch, 
Secretary, FCC, WC Docket No. 05-196 (Aug. 10, 2005) (reporting tha t  AQL had  
obtained acknowledgeinents from 98% of its subscribers as of August 10, 2005). 
AOL has since obtained acknowledgements from the  remaining 2% of its 
subscribers. 

3 November 7Public Notice at 3 (quoting VoIP E911 Order at 7 42). 
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approximately 315 Selective Routers as of November 18, 2005, and it 
expects this number to increase in the near future. 

Transmission of ANI and Registered Location Information. On AOL’s 
behalf, Level 3 transmits ANI and Registered Location information via 
the Wireline E911 Network to all answering points that are capable of 
receiving and processing this information within Level 3’s E91 1 footprint.* 
911 Coverage. As noted above, AOL has achieved full 911 compliance in 
all areas of the country in which it offers an interconnected VoIP service. 
Moreover, as described below, AOL will suspend all TotalTalk cafing 
capabilities whenever a subscriber inlcates an intent to access the 
service from a location other than the Registered Location. Because AOL 
relies on Level 3 to provide E911 capabilities, AOL’s ability to provide 
E911 in areas outside Level 3’s E911 footprint - where AOL does not 
currently offer VoIP service - will depend on Level 3’s progress in 
expanding that footprint. 

2. Obtaining Initial Registered Location Information 

AOL has obtained each existing subscriber’s Registered Location and obtains 
each new subscriber’s Registered Location through the TotalTalk registration 
process. During that process, AOL requires the potential subscriber to input the 
service address from which TotalTalk will be used. The address is validated with 
Level 3 to ensure that it is within Level 3’s E911 footprint. If the address is within 
that footprint, the individual is permitted to  proceed with the registration process. 
If the address cannot be validated, then AOL sends a message indicating that 
TotalTalk is not available at the individual’s location. This process ensures that 
TotalTalk is provisioned only at addresses for which E911 service is available. 
Because AOL implemented this registration system before launching the TotalTalk 
service, AOL has the Registered Location for 100% of its TotalTalk subscribers. 

4 Although AOL interprets the V o P  E911 Order to  authorize the provision of VoIP 
service during the interval when a subscriber’s Registered Location cannot be 
transmitted to  the PSAP because the ALI database update is pending, see VorP 
E911 &der at 1 44 & n. 143, AOL has decided out of an  abundance of caution to 
delay initiation of service to subscribers obtaining new telephone numbers until 
AOL obtains confirmation that E911 is activated a t  the Registered Location. If a 
customer ports a telephone number from a local telephone company, AOL will 
provide VoIP service immediately, because any suspension would threaten to 
deprive the subscriber of lifeline communications capabilities. During the initial 
interval when the ALI update is pending and location information thus cannot be 
passed to a PSAP, Level 3 will transmit any 911 calls to the geographically 
appropriate PSAP with the subscriber’s call-back information. AOL is working with 
Level 3 to ensure that this initial interval is as brief as possible. 

3 



3. Obtaining Updated Registered Location Information 

While AOL does not currently enable subscribers to  use TotalTalk 
nomadically, it offers subscribers several ways to update their Registered Location, 
consistent with the Commission’s rules. These tools enable subscribers to  indxate 
the location from which they plan to  use the Telephone Adapter C‘TA”) or the “soft 
phone” feature of TotalTalk (the softphone enables VoIP communications using the 
America Online, Inc. instant messaging YAIM’) platform). 

Subscribers can update the TA location by calling - via the telephone 
connected to the TA - a TotalTallc Member Services representative to  change the 
TA location. The TA location also can be updated on the TotalTalk web Dashboard, 
where the Registered Address is saved as an  account setting. Finally, a subscriber 
can update the TA location by accessing an interactive voice menu and selecting the 
Registered Location. If the subscriber informs AQL of a permanent move of the TA 
to a new location, and  the new address is within Level 3’s E911 footprint, AOL will 
activate service a t  the new Registered Location. In addition, if AQL authorizes 
subscribers to use TotalTalk noinadically (again, such use is not permitted 
currently), subscribers will have the ability t o  update their temporary location 
information thru the means discussed herein. 

be confirmed by the subscriber at  the beginning of every AIM client session using a 
simple web interface. Unless and until the subscriber confirms that he or  she 
remains at the Registered Location using this interface, all soft phone calling 
capabilities will be disabled. As with use of the TA, if AOL authorizes nomadic use 
of the soft phone in  the future, subscribers will be able to enter an alternative 
location at the start of an AIM client session. If and only ifE911 service is available 
from that location, calling capabilities will be enabled. 

For subscribers using the soft phone feature, the Registered Location must 

4. Technical Solution for Nomadic Subscribers 

As explained in an earlier letter,s AOL has taken steps to prohibit 
subscribers from using TotalTalk nomadically and also is working exhaustively on a 
inovement-detection solution to  provide additional safeguards. 

More specifically, if a subscriber notifies AOL that she will access the 
TotalTalk service from anywhere other than the Registered Location, AQL will 
suspend the calling capabilities of the subscriber’s TA and/or the soft phone. The 

5 R OL Movement -Detection Solution Letter. 
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subscriber will receive an intercept message indicating that calls cannot be placed 
from a location other t h a n  the address provided at the time of registration.6 

I n  addition, AOL is in the process of implementing a movement-detection 
solution akm to AT&Ts “Heartbeat Solution”7 to address the possibility that a 
subscriber could move the TA without informing AOL. Like other VoIP providers, 
AOL receives signals (or “heartbeats”) from its TAs that enable the  network to  
determine whether t he  TA has been disconnected from its power source and  then 
reconnected. When such a disconnection followed by a reconnection occurs, because 
it could indicate that the subscriber has moved the TA to a new location, AOL will 
temporarily suspend the  TA’s calling capability until  the  subscriber confirms that 
the TA has not been moved.8 Specifically, AOL will not& the subscriber of the need 
to confirm the Registered Location before placing any calls. If the subscriber 
a t tempts  to place a call before responding to this message, AOL will institute a call 
intercept that requires the  subscriber to confirm the existing Registered Location.9 
Once the subscriber provides this confirmation, service will be promptly restored 
a n d  calls will then  be completed. If the subscriber instead indicates a new address, 
service wdl remain suspended until the subscriber provides confirmation that the 
TA has returned to the Registered Location.10 

G If a caller attempts t o  &a1 911 while the TotalTalk service is temporarily 
suspended as a resul t  of a known location change, AOL will intercept the 911 call 
and direct the subscriber to contact emergency services through other means. 
Transmitt ing the 9 1  1 call to  the PSAP serving the default Registered Location after 
the subscriber has  indicated his absence froin tha t  location would undermine, 
ra ther  than promote, public safety. 

7 See Ex Parte  Letter of Robert W. Quinn, Federal Government Affairs Vice 
President, to Marlene H. Dortch, Secretary, FCC, WC Docket Nos. 04-36 & 05-196 
(Oct. 7, 2005) (“AT&THeartbeatLette~). 

8 The current solution available from AOL’s vendor can detect when a TA has been 
disconnected and  reconnected, unless the reconnection occurs in  less t h a n  60 
minutes. AOL is already w o r h n g  to proinptly develop the capability to detect any 
disconnection followed by a reconnection that  occurs within 30 minutes. See AOL 
Movement-Detection Solution Letter. 

9 If a custoiner dials 911 while the service is suspended as a result of a possible 
location change, AOL will route the 911 call to the PSAP associated with the 
subscriber’s Registered Location, because most power intei-rup tions will not i n  fact 
indicate a location change. 

10 While implementation of this solution requires the development of new systems 
a n d  interfaces, as well as testing and  debugging, AOL expects to complete these 
steps no later than  December 31, 2005. IfAOL does not complete its 
implementation of the technical solution by that date, it has committed to making 
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For calls placed through the soft phone feature of TotalTalk, AOL has 
developed a n  electronic interface that provides protections equivalent to those 
afforded by the “heartbeat” approach. Each time a TotalTalk subscriber logs onto 
the  AIM service, the  interface wdl  require a n  affirmative confirmation of the  
subscriber’s location. If the subscriber confirms use of the feature from the 
Registered Location, the call will be transmitted and  E91 1 service will be available 
just as if the  911 call were placed from the TA. If the subscriber indicates an 
address other t h a n  the  Registered Location, as noted above AOL will suspend the 
soft phone calling feature and not& the subscriber accordingly. 

AOL is pleased to have the opportunity to  describe its compliance with the 
VdP E911 Order. Please contact the undersigned if you have any questions 
regarding the ma t t e r s  discussed in  this letter. 

Respectfully submitted, 

l s l  

Tekedra M. Jefferson 
Assistant General Counsel 

Copies by e-mail to: 

e Kathy Berthot, Deputy Chief, Spectrum Enforcement Division, Enforcement 

Janice Myles, Competition Policy Division, Wireline Competition Bureau, 
Bureau, ltathy.berthot@fcc.gov; 

j anice.myles @fcc.gov; 
Best Copy and Printing, Inc. (BCPI), fcc@bcpiweb.com. 

e 

escalating voluntary contributions to  a public safety foundation for each 
“grandfathered” subscriber and to refraining from signing up new customers until  
the  solution is in  place. See AQL Movement-Detection Solution Letter. 

mailto:fcc@bcpiweb.com
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November 25, 2005 

Ex Parte 

Marlene H. Dortch 
Secretary 
Federal  Communications Commission 
445 12th Street ,  S.W. 
Washington, D.C. 20554 

Re: IP-Enabled Services, WC Docket No. 04-36; E911 Requirements 
for IP-Enabled Service Psoviders, WC Docket No. 05-196 

Dear Ms. Dortch: 

AOL Enhanced Services, LLC C‘AOL”), a wholly owned subs iha ry  of 
America Online, Inc., submits this exparte letter to update the Commission 
on its plans to ensure that its TotalTalk VoIP service provides access to E911 
services in compliance with the Commission’s rules. 1 AOL fully supports the 
Commission’s efforts to  ensure that the deployment of VoIP services meet 
public safety needs, and  from the initial planning stages for AOL’s To ta lTak  
service, AOL has been committed to providing effective emergency-calling 
solutions. 

AOL’s TotalTallc service enables customers to have IP-enabled voice 
conversations wi th  both broadband-connected and  PSTN-connected telephone 
users. Subscribers can place and  receive calls using a n  ordinary telephone by 
attaching it to a telephone adapter C‘TA”), which in  turn  connects to the 
subscriber’s broadband modem. In  addition, TotalTalk includes a “soft 
phone” feature, which enables VoIP communicatioiis using the America 
Online, Inc. instant messaging platform. 

1 Public Notice, Eafrcement Bureau Outfines Requirements of November 28, 
2005 Interconnected Voice Over Internet Protocal911 CompLance Letters, 
WC Docket Nos. 04-36 & 05-196 (Nov. 7, 2005) (encouraging providers of 
intercoiinected VoIP service to develop technical solutions t o  ensure the 
availability of 911 service to nomadic users). 
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Since the release of the VoIPE911 Order,2 AOL has devoted 
substantial resources to  ensuring that TotalTalk, including the innovative 
soft phone feature, wlll be provided only where E911 is available. As the 
Commission has recognized, existing technological limitations present 
significant challenges to the proper routing of 9 11 calls when the subscriber 
accesses a VoIP service from a location other than the Registered Location. 
Accordingly, as described below, AOL has taken steps to prevent subscribers 
from using TotalTalk in  a nomadic fashon. In  addition, AOL is working 
exhaustively to  implement a solution that will detect when a subscriber 
attempts to use TotalTalk from an unregistered location. 

Consistent with the Commission’s rules, AOL requires subscribers to 
provide a Registered Location and has arranged to route 911 calls with ANI 
and ALI to  the PSAP serving that location. AOL has entered into an 
agreement with Level 3 Communications to  obtain access to the dedicated 
Wireline E911 network, and AOL will not register any subscriber who 
submits a Registered Location outside Level 3’s E911 footprint. 

On or before November 28, 2005, if a subscriber notifies AOL that she 
will access the TotalTalk service from anywhere other than the Registered 
Location, AOL will suspend the calling capabilities of the subscriber’s TA and 
the soft phone.3 The subscriber will receive an intercept message indicating 
that calls cannot be placed from a location other than the address provided at 
the time of registration. Through such suspensions of outbound service, and 
as will be made clear by the TotalTalk Terms of Service, subscribers will be 
prohibited from using TotalTalk nomadically. 

While AOL will suspend caUlng capabilities whenever a subscriber 
indicates that  the TA has been moved from the Registered Location, AOL 
recognizes that a subscriber could - in violation of the TotalTallc Terms of 
Service - move the TA without informing AOL. To address these concerns, 
AOL plans to implement a niovement-detection solution akin to AT&T’s 

2 IP-Enabled Services and E911 Requirements for IP-Enabled Service 
Providers, WC Docket Nos. 04-36 & 05-196, First Report and Order and 
Notice of Proposed Rulemaking, FCC 05-116, 20 FCC Rcd 10245 (2005) 

3 If the subscriber inforins AOL of a permanent move to a new location, and 
the new address is within Level 3’s E911 footprint, AOL will activate service 
at  the new Registered Location. 

V o P  I3911 Orde2‘). 
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will remain suspended until the subscriber provides confirmation that the TA 
has returned to the Registered Location. 

For calls placed through the soft phone feature of TotalTalk, AOL has 
developed an electronic interface that provides protections equivalent to 
those afforded by the “heartbeat” approach. This interface will be operational 
on or before November 28, 2005. Each time a TotalTalk subscriber logs onto 
the instant messaging service, the interface will require an affirmative 
confirmation of the subscriber’s location. If the subscriber confirms use of the 
feature fiom the Registered Location address, the call will be transmitted 
and E911 service will be available just as if the 911 call were placed from the 
TA. If the subscriber indicates an address other than the Registered 
Location, as noted above AOL will suspend the soft phone calling feature and 
no ti^ the subscriber accordingly.8 

In  summary, AOL’s compliance plan builds on its movement-detection 
solutions and consists of the following components: 

1. AOL already provides E911 to all existing TotalTalk subscribers 
a t  their Registered Locations. AOL will not add any new subscribers whose 
Registered Locations are in areas where AOL cannot provide E911. 

2. The TotalTallc Terms of Service prohibit subscribers from 
attempting to  access the TotalTalk service from a location other than the 
Registered Location without first informing AOL. By November 28, 2005, if a 
subscriber notifies AOL that she will access the TotalTalk service from 
anywhere other than the Registered Location, AOL will suspend the calling 
capabilities of the subscriber’s TA and the soft phone. 

8 Finally, we note that, although we interpret the VoIPE911 Order t o  
authorize the provision of VoIP service during the interval when E911 is 
unavailable as a result of the processing of ALI database updates, see VoIP 
E911 Order a t  1 44 & n. 143, we have decided out of an  abundance of caution 
to delay initiation of service to  customers obtaining new telephone numbers 
until AOL obtains confirmation that E911 is activated at the Registered 
Location. Where a customer ports a number from a local telephone company, 
AOL will provide VoIP service immediately, because any suspension would 
threaten to  deprive the subscriber of lifeline communications capabilities. 
During the initial interval when the ALI update is pending and location 
information thus cannot be passed t o  a PSAP, AOL will transmit any 911 
calls to  the geographically appropriate PSAP with the subscriber’s call-back 
information. 

22000 A8L Way I* DuVes, V’irginia 20166-9323 
www.aol.com 

http://www.aol.com


November 25, 2005 
Page 5 

3. To ensure proper routing of 911 calls placed through the soft 
phone feature, AQL will implement by November 28, 2005 an electronic 
interface that will require an affirmative confirmation of the subscriber's 
location each time the subscriber logs onto the instant messaging service. 

4. AOL is working exhaustively to implement the movement- 
detection solution described above for its TAs. AOL expects this new solution 
to  be fully implemented no later than December 31, 2005. This solution, 
together with the soft phone interface, will enable AOL to suspend service 
when a subscriber moves to a location other than the Registered Location, 
even if the subscriber fails to'inform AOL of the location change. AOL will 
stop accepting new TotalTalk subscribers as of January 1, 2006 if AOL has 
been unable to  implement the movement-detection solution as described 
above. 

5. To support the cooperative efforts of the many entities, including 
public safety organizations, that must work together to make 911 possible for 
VoIP, AOL wdl contribute to the Public Safety Foundation, the Fraternal 
Order of Police Foundation, or a similar organization on the following basis: 
AQL will contribute an amount equal to $0.25 per subscriber per day for the 
number of days that each subscriber remains grandfathered (as described in 
this paragraph) between November 28, 2005 and December 31, 2005. 
Beginning January 1, 2006, the payment will increase to  $0.50 per subscriber 
per day; on February 1, 2006, the payment will increase to $0.75 per 
subscriber per day; and on March 1, 2006, the payment will increase to  $1.00 
per subscriber per day for any subscribers who remain grandfathered. For 
purposes of this section, grandfathered subscribers are those for whom AQL 
has not implemented the automatic capability described in this letter to 
detect subscriber attempts to move the interconnected VoIP service. 

6. AOL will file compliance updates with the Commission each 
month detailing its progress in implementing the steps outlined above, unless 
the Commission relieves AOL of this obligation. 

AOL commends the Commission for its commitment to public safety 
and appreciates the opportunity to  work with the Coininission to  ensure that 
its VoIP services include appropriate emergency-calling capabilities. Please 
contact the undersigned if you have any questions regarding the matters 
discussed in this letter. 

Respectfully submitted, 

/ S I  
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Curtis Lu 
Acting General Counsel 
America O n h e ,  Inc. 

ZZOOOAOL Way * Dulles, Vkginia 20166-9323 
www.aol.com 
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